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MM314 Special, Trimester 3 2014 


Candidates MUST choose any FOUR (4) of the following SIX (6) questions to respond to. 


Some questions may have more than one aspect to them, so be sure to read each question carefully 
before choosing FOUR (4) questions to respond to. Your responses will be marked out of 10 marks 
each. Responses to each question must not exceed 2 handwritten A4 pages. You will be marked on the 
services marketing related concepts and integration of these concepts to practice. Please write legibly. 


Question 1 


How can segmentation, targeting and positioning maps help service managers better understand and 
respond to competition? Give suitable examples to support your answer. 


Question 2 


What insights does the ‘Flower of Service’ concept provide for service marketers? 


Question 3 


How does flowcharting and blueprinting help in designing, managing and redesigning service 
processes? Provide suitable examples to support your answer. 


Question 4 


Explain the actions that service firms take to match demand to capacity with relevant examples. 


Question 5 


What are the different types of jaycustomers? How cana service firm deal with the behaviour of 
jaycustomers? 


Question 6 


What are the gaps that can occur in service quality? What steps can the service marketers take to close 
the identified gaps? 


Please remember - This examination question paper MUST BE HANDED IN. Failure to do so may 
result in the cancellation of all marks for this examination. 
Writing your name and number on the front will help us confirm that your paper has been returned. 


